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ABSTRACT 
Recent continuous instabilities in financial markets have led banks to regulate 
themselves to violent and aggressive market while struggling for growth, and 
maintaining their profits. Previously, banks were relying on products for improving 
their profit margins however, currently they are focusing on customer satisfaction 
due to the intense competition in the market. Ensuring the satisfaction of financially 
proficient and knowledgeable customers is the new megatrend of banking industry. 
Banks need to satisfy their customers in order to maintain an acceptable 
organizational performance. Therefore, this thesis develops a model to improve 
organizational performance of the banks through satisfying customers by applying 
knowledge sharing. In this regard knowledge sharing - as a strategic capability of a 
bank - affects business process improvement, after sale services, and products & 
services offering which result in customers satisfaction, and consequently improves 
organizational performance. Moreover, this study presents and discusses empirical 
findings of a survey on the effect of knowledge sharing on organizational 
performance done on 384 Malaysian bank employees. Structural equation modeling 
(SEM-Smart PLS 3) was used to perform the analysis on the hypothesized model. 
The findings strongly support the hypothesized relationships proposed in the 
theoretical model. Particularly, the results revealed that knowledge sharing has a 
strong positive effect on business process improvement and after sale services. The 
results seem to suggest that there are strong and positive relationships between  
business process improvement and products & services offering, after sale services 
and customer satisfaction, products & services offering and customer satisfaction, 
business process improvement and organizational performance, products & services 
offering and organizational performance, customer satisfaction and organizational 
performance, and customer satisfaction and customer feedback. This study 
contributes to theoretical and practical knowledge by providing the evidence of the 
positive relationship between knowledge sharing and organizational performance. 
Hence, the findings respond to the current needs of the service industry in general, 
and the banking industry in particular, in that competitive organizational 
performance is dependent on effective application of knowledge sharing, which is a 
strategic capability in pursuit of  sustainable competitive advantage. 
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ABSTRAK 
Ketidakstabilan pasaran kewangan yang berterusan akhir-akhir ini telah 
mendorong pihak bank untuk mengawal selia diri bagi menghadapi pasaran ganas 
dan agresif di samping bergelut untuk pertumbuhan dan mengekalkan keuntungan 
mereka. Sebelum ini, bank hanya bergantung kepada produk bagi meningkatkan 
margin keuntungannya, namun kini mereka lebih menumpukan kepada kepuasan 
pelanggan disebabkan persaingan hebat di pasaran. Memastikan kepuasan pelanggan 
yang mahir serta berpengetahuan luas tentang kewangan adalah trend mega dalam 
industri perbankan. Bank perlu memberikan kepuasan kepada pelanggan mereka 
dalam usaha mengekalkan prestasi organisasi yang dapat diterima.Tesis ini 
membangunkan satu model bagi memperbaiki prestasi organisasi bank melalui 
pelanggan yang berpuas hati dengan melaksanakan perkongsian ilmu. Dalam konteks 
ini, perkongsian ilmu - sebagai kebolehan bank yang strategik - memberi kesan 
kepada proses penambahbaikan perniagaan, perkhidmatan selepas jualan dan produk 
& tawaran perkhidmatan yang akhirnya memberi kepuasan kepada pelanggan, dan 
seterusnya memperbaiki prestasi organisasi. Kajian ini juga mengemukakan serta 
membincangkan keputusan empirikal satu tinjauan terhadap kesan perkongsian ilmu 
ke atas prestasi organisasi yang telah dilakukan kepada 384 kakitangan bank di 
Malaysia. Model Persamaan Struktur (SEM-Smart PLS 3) telah digunakan bagi 
menjalankan analisis ke atas model hipotesis. Keputusan kajian menyokong 
sepenuhnya hubungan hipotesis yang dicadangkan dalam model teori. Hasil kajian 
menunjukkan bahawa perkongsian ilmu mempunyai kesan positif yang kuat 
terutamanya terhadap proses penambahbaikan proses perniagaan dan perkhidmatan 
selepas jualan. Keputusan juga seolah-olah menunjukkan bahawa terdapat hubungan 
kukuh dan positif di antara proses penambahbaikan perniagaan dan produk & 
tawaran perkhidmatan, perkhidmatan selepas jualan dan kepuasan pelanggan, produk 
& tawaran perkhidmatan dan kepuasan pelanggan, proses penambahbaikan 
perniagaan dan prestasi organisasi, produk & tawaran perkhidmatan dan prestasi 
organisasi, kepuasan pelanggan dan prestasi organisasi dan kepuasan pelanggan dan 
maklum balas pelanggan. Kajian ini menyumbang kepada pengetahuan praktikal dan 
teori dengan memberikan kesan hubungan positif di antara perkongsian ilmu dan 
prestasi organisasi. Justeru, hasil kajian menjawab kepada keperluan semasa dalam 
industri perkhidmatan amnya, dan industri perbankan khususnya, yang mana 
persaingan prestasi organisasi juga bergantung kepada pelaksanaan efektif 
perkongsian ilmu, iaitu keupayaan yang strategik dalam meneruskan kemampanan 
kelebihan daya saing. 
